
Volume 1 Number 10

MAYOR'S OFFICE OF INFORMATION TECHNOLOGY
CITISTAT

REPORTING PERIOD: June 8, 2002 through June 21, 2002

Department Head: Elliot Schlanger Date Appointed: April 1999
MOIT Management Team

Tech Services - William Berg
One Call Center - William Daniels

Expenditures MBE % WBE % Expenditures MBE % WBE %
Architectural and Engineering $0 $0 0.0% $0 0% $0 $0 #DIV/0! $0 #DIV/0!
Construction $0 $0 0.0% $0 0% $0 $0 #DIV/0! $0 #DIV/0!
Direct Purchase Orders $5,936 $898 15.1% $78 1% $41,300 $1,147 2.8% $4,119 10.0%
Purchase Orders $14,863 $743 5.0% $446 3% $82,091 $4,559 5.6% $1,492 1.8%
Professional Services $0 $0 #DIV/0! $0 0% $32,813 $7,557 23.0% $0 0.0%

Totals $20,799 $1,641 7.9% $524 2.5% $156,204 $13,263 8.5% $5,611 3.6%

PERSONNEL DATA
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE

4/27 - 5/10 5/11 - 5/24 5/25 - 6/7 6/8 - 6/21 % Change Average Minimum Maximum Total Periods
OVERTIME (HOURS) 30.5 50.5 51.4 14.7 -71.4% 65.7 0.0 256.0 1,839.0 28

Administration 0.0 0.0 0.0 0.0 0.0% 1.3 0.0 16.1 36.3 28
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Operations 30.5 50.5 51.4 14.7 -71.4% 63.7 0.0 239.9 1,783.7 28
Systems & Programming 0.0 0.0 0.0 0.0 0.0% 0.4 0.0 8.0 10.0 28

Tech Services 0.0 0.0 0.0 0.0 0.0% 0.3 0.0 6.5 9.0 28
UNSCHEDULED LEAVE (DAYS) 0.0 1.0 2.0 12.1 503.5% 4.4 0.0 12.1 122.4 28

Administration 0.0 0.0 0.0 1.1 0.5 0.0 5.1 15.1 28
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Operations 0.0 1.0 2.0 7.0 250.0% 2.7 0.0 10.0 74.3 28
Systems & Programming 0.0 0.0 0.0 0.0 0.0% 0.5 0.0 3.0 14.0 28

Tech Services 0.0 0.0 0.0 4.0 0.7 0.0 4.0 19.0 28
DISABILITY (DAYS) 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Administration 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Operations 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28
Systems & Programming 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Tech Services 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28
LIGHT DUTY (DAYS) 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Administration 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Operations 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28
Systems & Programming 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

Tech Services 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 28

MBE/WBE EXPENDITURES

EXPENDITURE TYPE
CURRENTLY AVAILABLE PERIOD (6/08/02 -  6/21/02) YEAR-TO-DATE 

Administration - Michael Barocca
GIS - Bill Ballard

Systems & Programming - Mary Gordon
Operations - Paul Pupek
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Volume 1 Number 10
EMPLOYEE LEAVE SUMMARY

MAYOR'S OFFICE OF INFORMATION TECHNOLOGY

REPORTING PERIOD: June 8, 2002 through June 21, 2002

EMPLOYEES
REQUIRED 

WORK-DAYS

SCHEDULED 

SICK

UNSCHEDULED 

SICK

SICK 

BANK
SICK X X UNAPPROVED

ACCIDENT 

TIME

PERMISSION 

LEAVE
VACATION

PERSONAL 

LEAVE

COMP 

TIME

FAMILY 

LEAVE
X w/ 

PERMISSION
TOTALS

Administration 6 60 0.0 0.0 0.0 0.0 1.1 0.0 1.0 0.4 0.0 9.7 0.0 1.0 13.1
GIS 0 0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Operations 32 320 3.6 7.0 0.0 0.0 0.0 0.0 0.0 47.5 4.3 8.9 0.0 0.0 71.3
Systems & Programming 19 190 0.0 0.0 0.0 0.0 0.0 0.0 1.0 17.0 2.7 5.4 0.0 0.0 26.1

Tech Services 9 90 0.5 4.0 0.0 0.0 0.0 0.0 1.0 14.0 1.5 0.3 0.0 0.0 21.3
Total 66 660 4.1 11.0 0.0 0.0 1.1 0.0 3.0 78.9 8.5 24.2 0.0 1.0 131.8

REPORTING PERIOD: May 25, 2002 through June 7, 2002

EMPLOYEES
REQUIRED 

WORK-DAYS

SCHEDULED 

SICK

UNSCHEDULED 

SICK

SICK 

BANK
SICK X X UNAPPROVED

ACCIDENT 

TIME

PERMISSION 

LEAVE
VACATION

PERSONAL 

LEAVE

COMP 

TIME

FAMILY 

LEAVE
X w/ 

PERMISSION
TOTALS

Administration 6 60 0.0 0.0 0.0 0.0 0.0 0.0 2.0 3.0 1.0 3.3 0.0 0.0 9.3
GIS 0 0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Operations 33 330 5.0 2.0 0.0 0.0 0.0 0.0 2.0 24.7 2.5 7.9 0.0 0.0 44.1
Systems & Programming 19 190 0.0 0.0 0.0 0.0 0.0 0.0 4.0 8.0 0.7 4.2 0.0 0.0 16.9

Tech Services 9 90 0.0 0.0 0.0 0.0 0.0 0.0 0.0 15.8 1.0 3.5 0.0 0.0 20.3
Total 67 670 5.0 2.0 0.0 0.0 0.0 0.0 8.0 51.5 5.2 18.9 0.0 0.0 90.6

Change from Last Period

EMPLOYEES
REQUIRED 

WORK-DAYS

SCHEDULED 

SICK

UNSCHEDULED 

SICK

SICK 

BANK
SICK X X UNAPPROVED

ACCIDENT 

TIME

PERMISSION 

LEAVE
VACATION

PERSONAL 

LEAVE

COMP 

TIME

FAMILY 

LEAVE
X w/ 

PERMISSION
TOTALS

Administration - - - - - - - (50.0%) (86.7%) (100.0%) 192.4% - 0.4
GIS - - - - - - - - - - - - - - 0.0

Operations (3.0%) (3.0%) (28.0%) 250.0% - - - - (100.0%) 92.3% 72.0% 11.7% - - 0.6
Systems & Programming - - - - - - - - (75.0%) 112.5% 285.7% 27.5% - - 0.5

Tech Services - - - - - - (11.4%) 50.0% (92.2%) - - 0.0
Total (1.5%) (1.5%) (18.0%) 450.0% - - - (62.5%) 53.2% 63.5% 27.8% - 0.5



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

Volume 1 Number 10

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Created 357 452 283 357 26.15% 321 122 491 8,017 25
Email 25 19 23 21 -8.70% 32 17 66 788 25

Hardware 75 88 63 59 -6.35% 73 23 343 1,823 25
MAC's 13 15 11 6 -45.45% 20 2 47 511 25

Network 119 144 85 149 75.29% 78 26 169 1,958 25
Software 125 186 101 122 20.79% 117 45 186 2,937 25

Total Closed 369 466 292 349 19.52% 321 102 487 8,020 25
Email 30 18 24 22 -8.33% 32 18 61 791 25

Hardware 81 91 65 56 -13.85% 73 16 342 1,824 25
MAC's 14 15 12 6 -50.00% 20 1 46 505 25

Network 111 153 87 149 71.26% 78 20 168 1,958 25
Software 133 189 104 116 11.54% 118 38 189 2,942 25

Total Open 30 16 8 16 100.00% 19 0 54 469 25
Email 1 2 1 0 -100.00% 2 0 11 48 25

Hardware 6 3 2 5 150.00% 5 0 17 119 25
MAC's 1 1 0 0 0.00% 1 0 3 26 25

Network 12 3 1 1 0.00% 3 0 12 83 25
Software 10 7 4 10 150.00% 8 0 18 193 25

Average Resolution Time (Days) 1.15 0.85 1.00 0.50 -49.71% 1.39 0.45 3.25 N/A 25
Email 1.74 0.79 1.01 0.78 -22.77% 1.55 0.10 8.16 N/A 25

Hardware 1.16 0.56 1.25 0.60 -52.00% 1.58 0.51 5.05 N/A 25
MAC's 1.73 0.68 0.34 0.96 182.35% 1.26 0.00 3.53 N/A 25

Network 0.29 0.60 0.53 0.16 -69.81% 1.26 0.16 3.58 N/A 25
Software 1.67 1.21 1.31 0.82 -37.40% 1.63 0.60 4.20 N/A 25

Average Time Open (Days) 3.79 4.95 2.46 2.84 15.45% 3.23 0.93 7.07 N/A 22
Email 2.53 0.38 0.36 0.00 -100.00% 2.67 0.00 21.38 N/A 22

Hardware 1.97 10.48 1.04 0.79 -24.04% 2.40 0.00 10.48 N/A 22
MAC's 1.34 0.63 0.00 0.00 0.00% 1.29 0.00 3.61 N/A 22

Network 2.35 7.89 2.55 0.36 -85.88% 2.45 0.00 7.89 N/A 22
Software 6.96 3.24 3.68 4.12 11.96% 3.63 0.00 8.32 N/A 22

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Created 357 452 283 357 26.15% 321 122 491 8,017 25
Department of Finance 46 21 26 21 -19.23% 15 1 46 379 25
Department of Health 40 31 28 35 25.00% 45 16 112 1,122 25

Department of Public Works 146 218 88 157 78.41% 107 29 337 2,677 25
Mayor's Office 43 88 51 18 -64.71% 46 18 97 1,158 25

Mayor's Office of Information Technology 31 35 19 37 94.74% 30 6 83 744 25
Other 51 59 71 89 25.35% 77 28 145 1,937 25

Total Closed 369 466 292 349 19.52% 321 102 487 8,020 25
Department of Finance 48 21 28 21 -25.00% 15 2 48 385 25
Department of Health 43 31 27 34 25.93% 45 17 109 1,117 25

Department of Public Works 155 217 93 155 66.67% 107 23 331 2,673 25
Mayor's Office 32 99 52 19 -63.46% 47 19 99 1,164 25

Mayor's Office of Information Technology 34 37 18 37 105.56% 30 13 83 751 25
Other 57 61 74 83 12.16% 77 25 139 1,930 25

Total Open 30 16 8 16 100.00% 19 0 54 469 25
Department of Finance 2 2 1 1 0.00% 1 0 4 36 25
Department of Health 0 0 1 2 100.00% 3 0 20 78 25

Department of Public Works 5 6 1 3 200.00% 4 0 14 107 25
Mayor's Office 13 2 1 0 -100.00% 2 0 13 39 25

Mayor's Office of Information Technology 3 1 2 2 0.00% 2 0 11 58 25
Other 7 5 2 8 300.00% 6 0 17 151 25

Average Resolution Time (Days) 1.15 0.85 1.00 0.50 -49.64% 1.39 0.45 3.25 N/A 25
Department of Finance 0.86 1.45 1.28 0.80 -37.50% 2.14 0.05 8.40 N/A 25
Department of Health 0.88 0.27 0.28 0.66 135.71% 1.60 0.12 5.39 N/A 25

Department of Public Works 0.91 0.43 0.92 0.19 -79.35% 1.36 0.19 3.33 N/A 25
Mayor's Office 0.88 0.96 0.66 1.15 74.24% 0.72 0.10 2.70 N/A 25

Mayor's Office of Information Technology 2.5 1.33 0.99 0.61 -38.38% 1.96 0.20 6.58 N/A 25
Other 1.6 1.93 1.49 0.75 -49.66% 2.03 0.32 10.04 N/A 25

Average Time Open (Days) 3.79 4.95 2.46 2.84 15.43% 3.23 0.93 7.07 N/A 22
Department of Finance 1.13 4.53 1.43 0.37 -74.13% 1.35 0.00 8.00 N/A 22
Department of Health 0.00 0.00 3.34 1.06 -68.26% 3.06 0.00 10.03 N/A 22

Department of Public Works 1.29 2.31 0.36 0.73 102.78% 1.91 0.00 4.55 N/A 22
Mayor's Office 2.57 0.62 2.55 0.00 -100.00% 1.35 0.00 5.07 N/A 22

Mayor's Office of Information Technology 1.32 7.36 1.05 2.60 147.62% 3.16 0.00 21.63 N/A 22
Other 9.64 9.54 4.96 4.45 -10.28% 3.83 1.10 9.64 N/A 22

MOIT Service Requests

Service Requests by Agency 



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Overall System Availability 100.00% 100.00% 99.92% 99.99% 0.07% 99.94% 99.07% 100.00% N/A 25
Enterprise Email 100.00% 100.00% 100.00% 100.00% 0.00% 99.85% 96.33% 100.00% N/A 25

Enterprise Network 100.00% 100.00% 100.00% 100.00% 0.00% 100.00% 99.95% 100.00% N/A 25
Enterprise Internet 100.00% 100.00% 99.67% 99.96% 0.29% 99.96% 99.67% 100.00% N/A 25

CitiTrack-ASP 100.00% 100.00% 100.00% 100.00% 0.00% 99.96% 99.60% 100.00% N/A 22

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Surveys Completed 48 56 42 40 -4.76% 40 11 60 884 22

Average Rating 4.86 4.82 4.87 4.88 0.10% 4.63 3.47 4.88 N/A 22
Courteous and professional 4.86 4.97 4.97 4.99 0.40% 4.79 3.63 4.99 N/A 22
Resolution 4.93 4.78 4.80 4.81 0.21% 4.58 3.49 4.93 N/A 22
Timeliness 4.81 4.68 4.79 4.84 1.04% 4.51 3.44 4.84 N/A 22
Satisfaction 4.83 4.85 4.93 4.87 -1.22% 4.62 3.32 4.93 N/A 22

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Mailboxes 8753 8833 8898 8933 0.39% 8208 7230 8933 N/A 23

Total Mailboxes

5 =Very Satisfied       3 =Satisfied      1 =Very Dissatisfied

System Availability

Survey Results



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Created 357 452 283 357 26.15% 321 122 491 8,017 25
Baltimore Development Corp 0 0 4 1 -75.00% 1 0 7 28 25
Circuit Court 0 0 0 1 0 0 2 11 25
City Council 0 0 1 0 -100.00% 0 0 1 2 25
Civilian Review Board 0 0 0 1 0 0 1 1 7
Commission for Aging and Retirement 0 0 0 0 0.00% 0 0 1 3 25
Comm of Hist & Arch Preservation 0 2 0 0 0.00% 1 0 3 13 25
Community Relations Commission 0 1 2 3 50.00% 1 0 13 21 25
Community Services 2 0 3 1 -66.67% 1 0 5 29 25
Comptroller's Office-Administration 0 0 0 0 0.00% 0 0 1 2 25
Comptroller's Office-Audits 0 0 0 0 0.00% 0 0 2 5 25
Comptroller's Office - Post Office 0 0 0 0 0.00% 0 0 3 3 25
Comptroller's Office-Real Estate 0 0 0 0 0.00% 0 0 2 7 25
Comptroller's Office - Telephone Exchange 0 0 1 0 -100.00% 1 0 4 13 25
DPW-Administration (Directors Office) 18 24 10 31 210.00% 71 10 337 1,782 25
DPW-General Services 72 137 48 92 91.67% 79 31 137 556 7
DPW-Solid Waste 8 7 9 13 44.44% 8 5 13 59 7
DPW-Water/Waste Water 48 50 21 21 0.00% 40 21 75 281 7
Elections 0 0 3 11 266.67% 1 0 11 28 25
Employee's Retirement System 0 0 0 0 0.00% 0 0 1 1 25
Environmental Control Board 0 7 3 5 66.67% 2 0 8 42 25
Finance-Administration 3 2 0 0 0.00% 7 0 24 176 25
Finance-Baps 36 11 19 11 -42.11% 8 0 36 197 25
Finance-BBMR 0 0 0 0 0.00% 0 0 3 11 25
Finance-Purchase/Print Shop 1 5 2 3 50.00% 10 1 59 244 25
Finance-Risk Management 2 1 2 4 100.00% 2 0 5 41 25
Finance-Treasury/Collections 4 2 3 3 0.00% 2 0 12 58 25
Fire Department 2 4 2 2 0.00% 2 0 5 46 25
Health Department 40 31 28 35 25.00% 45 16 112 1,122 25
Housing and Community Development 2 1 1 2 100.00% 1 0 5 18 25
Housing Authority Baltimore City-Fed 1 1 0 0 0.00% 1 0 4 20 25
Human Resources 4 3 0 5 1 0 8 28 25
Labor Commissioner 2 1 2 4 100.00% 2 0 5 42 25
Law Department 0 0 0 0 0.00% 2 0 7 48 25
Legislative Reference 0 2 0 1 0 0 2 11 25
Liquor Board 0 1 1 7 600.00% 2 0 10 52 25
Mayor's Office - City Hall 43 88 51 18 -64.71% 46 18 97 1,157 25
Mayor's Office of Art & Culture 0 0 0 0 0.00% 0 0 1 1 25
Mayor's Office of Cable & Communications 0 0 2 5 150.00% 0 0 5 10 25
Mayor's Office for Child, Youth, Families 12 1 2 3 50.00% 7 0 30 185 25
Mayor's Office on Criminal Justice 0 0 0 0 0.00% 2 0 8 51 25
Mayor's Office of Information Technolgy 31 35 19 37 94.74% 30 11 83 749 25
Municipal Employees Credit Union 0 0 0 0 0.00% 0 0 1 2 25
Other 3 1 1 2 100.00% 4 1 16 28 7
Parking Authority of Baltimore City 3 4 3 2 -33.33% 2 0 9 56 25
Planning 7 11 4 11 175.00% 8 0 51 201 25
Police Department 1 1 0 2 0 0 2 10 25
Recreation and Parks 0 0 0 0 0.00% 0 0 1 4 25
Sheriff's Department 2 5 25 9 -64.00% 5 0 25 133 25
Transportation 9 11 9 10 11.11% 5 0 14 119 25
Wage Commission 0 1 0 0 0.00% 1 0 21 29 25
War Memorial Commission 0 0 0 0 0.00% 0 0 1 2 25
Zoning Board 1 1 2 1 -50.00% 1 0 4 29 25

Total Created Service Requests by Agency 



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Closed 369 466 292 349 19.52% 321 102 487 8,020 25
Baltimore Development Corporation 0 0 4 1 -75.00% 1 0 7 28 25
Circuit Court 0 0 0 1 0 0 2 11 25
City Council 0 0 1 0 -100.00% 0 0 1 2 25
Civilian Review Board 0 0 0 1 0 0 1 1 7
Commission of the Aging and Retirement 0 0 0 0 0.00% 0 0 2 3 25
Comm of Hist & Arch Preservation 0 2 0 0 0.00% 1 0 3 13 25
Community Relations Commission 0 1 2 3 50.00% 1 0 13 21 25
Community Services 2 0 4 1 -75.00% 1 0 6 29 25
Comptrollers Office-Administration 0 0 0 0 0.00% 0 0 1 2 25
Comptrollers Office-Audits 0 0 0 0 0.00% 0 0 2 5 25
Comptroller's Office-Post Office 0 0 0 0 0.00% 0 0 3 3 25
Comptroller's Office-Real Estate 0 0 0 0 0.00% 0 0 2 8 25
Comptroller's Office-Telephone Exchange 0 0 1 0 -100.00% 0 0 4 12 25
DPW-Administration (Directors Office) 19 22 12 31 158.33% 71 11 331 1,770 25
DPW-General Services 78 140 48 91 89.58% 79 32 140 555 7
DPW-Solid Waste 9 7 9 12 33.33% 8 4 12 59 7
DPW-Water/Waste Water 49 48 24 21 -12.50% 41 21 76 286 7
Elections 0 0 3 10 233.33% 1 0 10 34 25
Employee's Retirement System 0 0 0 0 0.00% 0 0 1 1 25
Environmental Control Board 1 7 3 5 66.67% 2 0 8 42 25
Finance-Administration 3 2 0 0 0.00% 7 0 23 180 25
Finance-BAPS 36 12 20 11 -45.00% 8 0 36 198 25
Finance-BBMR 1 0 0 0 0.00% 0 0 2 11 25
Finance-Purchasing/Print Shop 1 4 4 2 -50.00% 10 1 60 244 25
Finance-Risk Management 3 1 2 4 100.00% 2 0 5 41 25
Finance-Treasury/Collections 4 2 2 4 100.00% 2 0 12 58 25
Fire Department 2 3 2 2 0.00% 2 0 6 45 25
Health Department 43 31 27 34 25.93% 45 17 109 1,119 25
Housing & Community Development 2 2 1 2 100.00% 1 0 4 18 25
Housing Authority Baltimore City-Fed 2 1 0 0 0.00% 1 0 4 18 25
Human Resources 4 3 0 4 1 0 8 27 25
Labor Commissioner 2 1 2 2 0.00% 2 0 5 40 25
Law Department 1 0 0 0 0.00% 2 0 7 49 25
Legislative Reference 0 2 0 1 0 0 2 11 25
Liquor Board 0 1 1 7 600.00% 2 0 11 52 25
Mayor's Office-City Hall 32 99 52 19 -63.46% 47 19 99 1,169 25
Mayor's Office of Art & Culture 0 0 0 0 0.00% 0 0 1 1 25
Mayor's Office of Cable & Communications 0 0 2 5 150.00% 0 0 5 10 25
Mayor's Office of Child, Youth, Families 14 1 2 3 50.00% 7 0 29 186 25
Mayor's Office of Criminal Justice 0 0 0 0 0.00% 2 0 8 51 25
Mayor's Office of Information Technology 34 37 18 37 105.56% 30 13 83 751 25
Municipal Employees Credit Union 0 0 0 0 0.00% 0 0 1 2 25
Other 2 3 2 2 0.00% 5 2 16 32 7
Parking Authority of Baltimore City 3 3 4 2 -50.00% 2 0 8 60 25
Planning 8 11 4 9 125.00% 8 0 51 199 25
Police Department 1 2 0 2 0 0 2 9 25
Recreation and Parks 0 0 0 0 0.00% 0 0 1 4 25
Sheriff's Department 3 6 25 8 -68.00% 5 1 25 133 25
Transportation 9 10 9 11 22.22% 5 0 14 118 25
Wage Commission 0 1 0 0 0.00% 1 0 22 29 25
War Memorial Commission 0 0 0 0 0.00% 0 0 1 2 25
Zoning Board 1 1 2 1 -50.00% 1 0 4 27 25

Total Closed Service Requests by Agency 



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Total Open 30 16 8 16 100.00% 19 0 54 469 25
Baltimore Development Corporation 0 0 0 0 0.00% 0 0 1 2 25
Circuit Court 0 0 0 0 0.00% 0 0 0 0 25
City Council 0 0 0 0 0.00% 0 0 1 1 25
Civilian Review Board 0 0 0 0 0.00% 0 0 0 0 7
Commission of the Aging and Retirement 0 0 0 0 0.00% 0 0 1 2 25
Comm of Hist & Arch Preservation 0 0 0 0 0.00% 0 0 1 1 25
Community Relations Commission 0 0 0 0 0.00% 0 0 0 0 25
Community Services 1 1 0 0 0.00% 0 0 1 5 25
Comptrollers Office-Administration 0 0 0 0 0.00% 0 0 0 0 25
Comptrollers Office-Audits 0 0 0 0 0.00% 0 0 0 0 25
Comptroller's Office-Post Office 0 0 0 0 0.00% 0 0 0 0 25
Comptroller's Office-Real Estate 0 0 0 0 0.00% 0 0 0 0 25
Comptroller's Office-Telephone Exchange 0 0 0 0 0.00% 0 0 1 1 25
DPW-Administration (Directors Office) 0 2 0 0 0.00% 3 0 9 73 25
DPW-General Services 4 1 1 2 100.00% 3 0 10 21 7
DPW-Solid Waste 0 0 0 1 0 0 1 3 7
DPW-Water/Waste Water 1 3 0 0 0.00% 2 0 3 11 7
Elections 0 0 0 1 0 0 1 1 25
Employee's Retirement System 0 0 0 0 0.00% 0 0 0 0 25
Environmental Control Board 0 0 0 0 0.00% 0 0 1 2 25
Finance-Administration 0 0 0 0 0.00% 1 0 4 23 25
Finance-BAPS 2 1 0 0 0.00% 0 0 2 10 25
Finance-BBMR 0 0 0 0 0.00% 0 0 1 6 25
Finance-Purchasing/Print Shop 0 1 0 1 1 0 6 18 25
Finance-Risk Management 0 0 0 0 0.00% 0 0 1 1 25
Finance-Treasury/Collections 0 0 1 0 -100.00% 0 0 2 7 25
Fire Department 0 1 1 1 0.00% 0 0 1 7 25
Health Department 0 0 1 2 100.00% 3 0 20 78 25
Housing & Community Development 1 0 0 0 0.00% 0 0 1 3 25
Housing Authority Baltimore City-Fed 0 0 0 0 0.00% 0 0 2 4 25
Human Resources 0 0 0 1 0 0 1 1 25
Labor Commissioner 0 0 0 2 0 0 2 4 25
Law Department 0 0 0 0 0.00% 0 0 2 8 25
Legislative Reference 0 0 0 0 0.00% 0 0 1 1 25
Liquor Board 0 0 0 0 0.00% 0 0 1 4 25
Mayor's Office-City Hall 13 2 1 0 -100.00% 2 0 13 38 25
Mayor's Office of Art & Culture 0 0 0 0 0.00% 0 0 0 0 25
Mayor's Office of Cable & Communications 0 0 0 0 0.00% 0 0 1 1 25
Mayor's Office of Child, Youth, Families 0 0 0 0 0.00% 0 0 2 6 25
Mayor's Office of Criminal Justice 0 0 0 0 0.00% 0 0 2 4 25
Mayor's Office of Information Technology 3 1 2 2 0.00% 2 0 11 58 25
Municipal Employees Credit Union 0 0 0 0 0.00% 0 0 0 0 25
Other 3 1 0 0 0.00% 1 0 3 8 7
Parking Authority of Baltimore City 0 1 0 0 0.00% 0 0 1 5 25
Planning Department 0 0 0 2 0 0 2 12 25
Police Department 1 0 0 0 0.00% 0 0 1 2 25
Recreation and Parks 0 0 0 0 0.00% 0 0 0 0 25
Sheriff's Department 1 0 0 1 1 0 9 20 25
Transportation 0 1 1 0 -100.00% 0 0 2 9 25
Wage Commission 0 0 0 0 0.00% 0 0 1 1 25
War Memorial Commission 0 0 0 0 0.00% 0 0 1 1 25
Zoning Board 0 0 0 0 0.00% 0 0 0 0 25

Total Open Service Requests by Agency 



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Avg Resolution Time 1.15 0.85 1.00 0.50 -50.00% 1.39 0.45 3.25 N/A 25
Baltimore Development Corporation 0.00 0.00 1.13 1.22 7.96% 1.52 0.00 8.30 N/A 25
Circuit Court 0.00 0.00 0.00 2.96 0.39 0.00 4.20 N/A 25
City Council 0.00 0.00 0.02 0.00 -100.00% 0.12 0.00 2.87 N/A 25
Civilian Review Board 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 7
Commission of the Aging and Retirement 0.00 0.00 0.00 0.00 0.00% 0.52 0.00 13.11 N/A 25
Comm of Hist & Arch Preservation 0.00 1.10 0.00 0.00 0.00% 0.52 0.00 10.22 N/A 25
Community Relations Commission 0.00 0.00 0.05 0.04 -20.00% 0.14 0.00 2.80 N/A 25
Community Services 3.83 0.00 6.48 0.00 -100.00% 0.75 0.00 6.48 N/A 25
Comptrollers Office-Administration 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.04 N/A 25
Comptrollers Office-Audits 0.00 0.00 0.00 0.00 0.00% 0.68 0.00 11.92 N/A 25
Comptroller's Office-Post Office 0.00 0.00 0.00 0.00 0.00% 0.09 0.00 2.20 N/A 25
Comptroller's Office-Real Estate 0.00 0.00 0.00 0.00 0.00% 0.30 0.00 5.03 N/A 25
Comptroller's Office-Telephone Exchange 0.00 0.00 0.00 0.00 0.00% 1.16 0.00 15.06 N/A 25
DPW-Administration (Directors Office) 0.60 0.72 1.23 0.21 -82.93% 1.50 0.21 3.33 N/A 25
DPW-General Services 1.03 0.33 0.55 0.16 -70.91% 0.45 0.16 1.03 N/A 7
DPW-Solid Waste 0.79 0.89 0.18 0.24 33.33% 0.59 0.18 1.04 N/A 7
DPW-Water/Waste Water 0.85 0.55 1.80 0.23 -87.22% 1.01 0.23 1.80 N/A 7
Elections 0.00 0.00 2.93 0.66 -77.47% 0.27 0.00 2.93 N/A 25
Employee's Retirement System 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.07 N/A 25
Environmental Control Board 2.92 0.84 0.48 0.45 -6.25% 0.58 0.00 4.11 N/A 25
Finance-Administration 1.03 0.02 0.00 0.00 0.00% 2.07 0.00 8.40 N/A 25
Finance-BAPS 0.51 1.55 0.63 0.31 -50.79% 0.93 0.00 3.28 N/A 25
Finance-BBMR 2.99 0.00 0.00 0.00 0.00% 1.26 0.00 6.96 N/A 25
Finance-Purchasing/Print Shop 0.00 2.26 5.70 1.26 -77.89% 1.96 0.00 5.70 N/A 25
Finance-Risk Management 1.41 0.01 0.15 0.76 406.67% 0.34 0.00 2.90 N/A 25
Finance-Treasury/Collections 3.16 1.37 0.04 1.95 4775.00% 1.67 0.00 10.43 N/A 25
Fire Department 0.56 0.37 6.70 1.37 -79.55% 1.69 0.00 8.18 N/A 25
Health Department 0.88 0.27 0.28 0.66 135.71% 1.60 0.12 5.39 N/A 25
Housing & Community Development 4.30 2.86 0.00 2.09 0.88 0.00 7.12 N/A 25
Housing Authority Baltimore City-Fed 4.71 0.00 0.00 0.00 0.00% 0.92 0.00 6.97 N/A 25
Human Resources 0.00 0.44 0.00 1.02 0.30 0.00 2.70 N/A 25
Labor Commissioner 0.00 1.10 0.10 1.50 1400.00% 1.08 0.00 6.52 N/A 25
Law Department 7.20 0.00 0.00 0.00 0.00% 2.96 0.00 15.83 N/A 25
Legislative Reference 0.00 1.62 0.00 1.26 0.53 0.00 4.95 N/A 25
Liquor Board 0.00 0.00 0.00 0.17 1.16 0.00 8.09 N/A 25
Mayor's Office-City Hall 0.88 0.96 0.66 1.15 74.24% 0.72 0.10 2.70 N/A 25
Mayor's Office of Art & Culture 0.00 0.00 0.00 0.00 0.00% 0.09 0.00 2.30 N/A 25
Mayor's Office of Cable & Communications 0.00 0.00 1.54 0.83 -46.10% 0.74 0.00 11.02 N/A 25
Mayor's Office of Child, Youth, Families 1.23 0.12 0.00 0.00 0.00% 0.61 0.00 2.60 N/A 25
Mayor's Office of Criminal Justice 0.00 0.00 0.00 0.00 0.00% 0.72 0.00 6.03 N/A 25
Mayor's Office of Information Technology 2.50 1.33 0.99 0.61 -38.38% 1.96 0.20 6.58 N/A 25
Municipal Employees Credit Union 0.00 0.00 0.00 0.00 0.00% 0.12 0.00 2.80 N/A 25
Other 0.07 21.22 12.57 4.04 -67.86% 25.25 0.07 137.16 N/A 7
Parking Authority of Baltimore City 0.10 0.75 2.01 0.51 -74.63% 1.87 0.00 12.45 N/A 25
Planning 1.03 0.31 0.09 0.38 322.22% 1.79 0.00 9.02 N/A 25
Police Department 7.08 5.04 0.00 1.43 1.05 0.00 12.66 N/A 25
Recreation and Parks 0.00 0.00 0.00 0.00 0.00% 0.04 0.00 1.00 N/A 25
Sheriff's Department 5.78 1.63 0.17 0.06 -64.71% 2.76 0.01 17.16 N/A 25
Transportation 0.41 0.41 1.64 1.18 -28.05% 0.82 0.00 3.28 N/A 25
Wage Commission 0.00 4.01 0.00 0.00 0.00% 0.61 0.00 4.01 N/A 25
War Memorial Commission 0.00 0.00 0.00 0.00 0.00% 1.03 0.00 23.15 N/A 25
Zoning Board 0.00 0.00 0.06 0.00 -100.00% 0.74 0.00 8.20 N/A 25

Average Resolution Time by Agency 



Mayor's Office of Information Technology
CITISTAT

REPORTING PERIOD:  Jun 08, 2002 through Jun 21, 2002

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
04/27-05/10 05/11-05/24 05/25-06/07 06/08-06/21 % Change Average Minimum Maximum Total Periods

Average Time Open 3.79 4.95 2.46 2.84 15.45% 3.23 0.93 7.07 N/A 22
Baltimore Development Corporation 0.00 0.00 0.00 0.00 0.00% 0.34 0.00 4.00 N/A 22
Circuit Court 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
City Council 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Civilian Review Board 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 7
Commission of the Aging and Retirement 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Comm of Hist & Arch Preservation 0.00 0.00 0.00 0.00 0.00% 0.39 0.00 8.57 N/A 22
Community Relations Commission 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Community Services 4.30 18.30 0.00 0.00 0.00% 1.20 0.00 18.30 N/A 22
Comptrollers Office-Administration 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Comptrollers Office-Audits 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Comptroller's Office-Post Office 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Comptroller's Office-Real Estate 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Comptroller's Office-Telephone Exchange 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
DPW-Administration (Directors Office) 0.00 1.40 0.00 0.00 0.00% 1.58 0.00 4.55 N/A 22
DPW-General Services 1.23 0.63 0.36 0.93 158.33% 1.01 0.00 2.78 N/A 7
DPW-Solid Waste 0.00 0.00 0.00 0.34 0.93 0.00 3.60 N/A 7
DPW-Water/Waste Water 1.53 3.47 0.00 0.00 0.00% 1.98 0.00 4.50 N/A 7
Elections 0.00 0.00 0.00 3.37 0.18 0.00 3.37 N/A 22
Employee's Retirement System 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Environmental Control Board 0.00 0.00 0.00 0.00 0.00% 0.09 0.00 1.63 N/A 22
Finance-Administration 0.00 0.00 0.00 0.00 0.00% 0.84 0.00 8.00 N/A 22
Finance-BAPS 1.13 0.46 0.00 0.00 0.00% 0.85 0.00 9.00 N/A 22
Finance-BBMR 0.00 0.00 0.00 0.00 0.00% 0.42 0.00 3.42 N/A 22
Finance-Purchasing/Print Shop 0.00 8.60 0.00 0.37 1.93 0.00 10.50 N/A 22
Finance-Risk Management 0.00 0.00 0.00 0.00 0.00% 0.03 0.00 0.63 N/A 22
Finance-Treasury/Collections 0.00 0.00 1.43 0.00 -100.00% 0.69 0.00 8.00 N/A 22
Fire Department 0.00 1.64 8.39 22.39 166.87% 2.17 0.00 22.39 N/A 22
Health Department 0.00 0.00 3.34 1.06 -68.26% 3.06 0.00 10.03 N/A 22
Housing & Community Development 1.35 0.00 0.00 0.00 0.00% 0.28 0.00 2.50 N/A 22
Housing Authority Baltimore City-Fed 0.00 0.00 0.00 0.00 0.00% 0.19 0.00 2.52 N/A 22
Human Resources 0.00 0.00 0.00 3.40 0.15 0.00 3.40 N/A 22
Labor Commissioner 0.00 0.00 0.00 0.43 0.54 0.00 8.63 N/A 22
Law Department 0.00 0.00 0.00 0.00 0.00% 1.58 0.00 10.41 N/A 22
Legislative Reference 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Liquor Board 0.00 0.00 0.00 0.00 0.00% 0.91 0.00 9.00 N/A 22
Mayor's Office-City Hall 2.57 0.62 2.55 0.00 -100.00% 1.35 0.00 5.07 N/A 22
Mayor's Office of Art & Culture 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Mayor's Office of Cable & Communications 0.00 0.00 0.00 0.00 0.00% 0.36 0.00 8.00 N/A 22
Mayor's Office of Child, Youth, Families 0.00 0.00 0.00 0.00 0.00% 1.04 0.00 10.30 N/A 22
Mayor's Office of Criminal Justice 0.00 0.00 0.00 0.00 0.00% 0.53 0.00 8.56 N/A 22
Mayor's Office of Information Technology 1.32 7.36 1.05 2.60 147.62% 3.16 0.00 21.63 N/A 22
Municipal Employees Credit Union 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Other 18.29 15.68 0.00 0.00 0.00% 6.81 0.00 18.29 N/A 7
Parking Authority of Baltimore City 0.00 3.48 0.00 0.00 0.00% 0.44 0.00 3.48 N/A 22
Planning 0.00 0.00 0.00 2.46 1.43 0.00 12.01 N/A 22
Police Department 4.37 0.00 0.00 0.00 0.00% 0.40 0.00 4.53 N/A 22
Recreation and Parks 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22
Sheriff's Department 2.57 0.00 0.00 0.67 0.71 0.00 3.51 N/A 22
Transportation 0.00 8.60 1.55 0.00 -100.00% 0.85 0.00 8.60 N/A 22
Wage Commission 0.00 0.00 0.00 0.00 0.00% 0.06 0.00 1.30 N/A 22
War Memorial Commission 0.00 0.00 0.00 0.00 0.00% 0.52 0.00 11.49 N/A 22
Zoning Board 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 22

Average TimeOpen



Volume 1 Number 10

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
4/27-5/10 5/11-5/24 5/25-6/07 6/08-6/21 % Change Average Minimum Maximum Total Periods

Total Calls 28,016 26,445 25,014 30,829 23.2% 28,442 25,014 30,829 170,650 6
City Services 311 6,969 6,833 6,866 8,352 21.6% 6,938 5,758 8,352 41,627 6

City Services Non-311 20,524 19,093 17,922 22,477 25.4% 21,259 17,922 23,923 127,551 6
City Services Campaign 523 519 226 0 -100.0% 245 0 523 1,472 6

Service Requests
SRs Entered by Call Center 8,711 8,834 8,937 10,463 17.1% 9,133 8,484 10,463 54,800 6

SRs Entered City-Wide 14,099 14,980 15,000 16,922 12.8% 15389.83 14,099 16,922 92,339 6
% SRs Entered by Call Center 61.8% 59.0% 59.6% 61.8% 3.8% 59% 55% 62% 356% 6

% of SRs to Calls 31.1% 33.4% 35.7% 33.9% -5.0% 32% 29% 36% 193% 6

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
4/27-5/10 5/11-5/24 5/25-6/07 6/08-6/21 % Change Average Minimum Maximum Total Periods

Received 28,016 26,445 25,014 30,829 23.2% 28,442 25,014 30,829 170,650 6
Answered 20,204 19,895 19,793 23,492 18.7% 21,186 19,793 23,492 127,116 6

Abandoned 4,351 2,807 2,238 3,503 56.5% 3,555 2,238 4,677 21,329 6
Average Abandoned (%) 15.5% 10.6% 8.9% 11.4% 27.0% 7.29 0.09 15.53 43.73 6

Average Answer Time (sec) 24 24 22 26 21.5% 26 22 33 158 6
Average Abandoned Time (sec) 41 39 39 55 41.4% 47 39 62 279 6

Average Talk Time (sec) 114 122 119 121 2.2% 116 106 122 697 6
Calls Transferred 3,420 3,723 2,981 3,826 28.3% 3,684 2,981 4,251 22,106 6

Calls Picked-Up or DC 41 20 2 8 300.0% 17 2 41 99 6

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
4/27-5/10 5/11-5/24 5/25-6/07 6/08-6/21 % Change Average Minimum Maximum Total Periods

Received 1,662 1,601 1,808 1,785 -1.3% 1,798 1,601 2,206 10,786 6
Answered 1,310 1,185 1,381 1,389 0.6% 1,336 1,185 1,550 8,014 6

Abandoned 319 305 323 254 -21.4% 360 254 537 2,158 6
Abandoned (%) 19.2% 19.1% 17.9% 14.2% -20.35% 11.40 0.14 24.36 68.40 6

Average Answer Time (sec) 17 28 31 22 -29.0% 29 17 48 174 6
Average Abandoned Time (sec) 28 43 57 51 -10.5% 55 28 86 331 6

Average Talk Time (sec) 94 110 100 104 4.0% 98 86 110 590 6
Calls Transferred 33 111 104 142 36.5% 102 33 142 611 6

Calls Picked-Up or DC 0 0 0 0 0.0% 1 0 2 3 6

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
4/27-5/10 5/11-5/24 5/25-6/07 6/08-6/21 % Change Average Minimum Maximum Total Periods

Received 21,160 19,540 18,087 22,329 23.5% 20,862 18,087 22,976 125,174 6
Answered 14,808 14,459 14,282 17,051 19.4% 15,345 14,282 17,051 92,067 6

Abandoned 3,093 1,748 1,227 2,044 66.6% 2,244 1,227 3,255 13,466 6
Abandoned (%) 14.6% 8.9% 6.8% 9.2% 34.9% 7.55 0.07 20.90 45.28 6

Average Answer Time (sec) 37 27 20 27 35.0% 28 20 37 167 6
Average Abandoned Time (sec) 57 45 46 68 47.8% 50 37 68 299 6

Average Talk Time (sec) 134 141 141 140 -0.7% 138 132 141 828 6
Calls Transferred 3,218 3,313 2,576 3,226 25.2% 3,258 2,576 3,734 19,549 6

Calls Picked-Up or DC 41 20 2 8 300.0% 15 1 41 92 6

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
4/27-5/10 5/11-5/24 5/25-6/07 6/08-6/21 % Change Average Minimum Maximum Total Periods

Received 5,194 5,304 5,119 6,715 31.2% 5,781.67 5,119 6,715 34,690 6
Answered 4,086 4,251 4,130 5,052 22.3% 4,505.83 4,086 5,052 27,035 6

Abandoned 939 754 688 1,205 75.1% 950.83 688 1,205 5,705 6
Abandoned (%) 18.1% 14.2% 13.4% 17.9% 33.5% 10.52 0.13 18.07 52.62 5

Average Answer Time (sec) 17 16 14 30 114.3% 22 14 32 133 6
Average Abandoned Time (sec) 38 29 13 45 246.2% 35 13 62 207 6

Average Talk Time (sec) 114 114 115 120 4.3% 112 99 120 673 6
Calls Transferred 169 299 301 458 52.2% 324 169 458 1,946 6

Calls Picked-Up or DC 0 0 0 0 0.0% 1 0 3 4 6

SHIFT B (8am to 4pm)

SHIFT C (4pm to 12am)

CALLS BY TYPE

One Call Center
REPORTING PERIOD:  June 8, 2002 through June 21, 2002

SHIFT TOTALS

SHIFT A (12 am to 8am)



TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
4/27-5/10 5/11-5/24 5/25-6/07 6/08-6/21 % Change Average Minimum Maximum Total Periods

Total 8,711 8,834 8,937 10,463 17.1% 9,133          8,484 10,463 54,800 6
Adult, School, & Community Health 0 0 0 0 0.0% 0                 0 1 1 6

Animal Control 52 37 49 66 34.7% 55               37 72 328 6
Call Center 0 0 24 35 45.8% 10               0 35 59 6

City Council 0 0 0 0.0% -             0 0 0 5
Constituent Services 0 0 0 0 0.0% -             0 0 0 6

Ecology 10 5 3 14 366.7% 7                 3 14 44 6
Environmental Control Board 0 0 0 0 0.0% -             0 0 0 6

Fire Dept. 0 0 0 0 0.0% -             0 0 0 6
Food Control 2 1 5 0 -100.0% 1                 0 5 8 6

Forestry 76 255 143 125 -12.6% 113             31 255 676 6
General Services 0 0 0 0 0.0% -             0 0 0 6

General Services Contractors 0 0 0 0 0.0% -             0 0 0 6
General Services Inhouse 2 0 2 1 -50.0% 1                 0 2 5 6

HCD 561 745 720 751 4.3% 644             495 751 3,862 6
Health 0 0 0 0 0.0% -             0 0 0 6

Mayor's Office 74 81 30 4 -86.7% 36               0 81 216 6
MOIT 0 0 0 0 0.0% -             0 0 0 6

MOIT Access Query Group 0 0 0 0 0.0% -             0 0 0 6
Municipal Telephone Exchange 0 0 0 0 0.0% -             0 0 0 6

Parking Authority 7 3 6 2 -66.7% 5                 2 8 30 6
Planning 0 0 0 0 0.0% -             0 0 0 6

Public Works 27 40 25 29 16.0% 30               21 40 177 6
Recreation & Parks 12 18 21 12 -42.9% 12               2 21 70 6

Solid Waste 4549 4479 4319 5292 22.5% 4,664          4,319 5,292 27,981 6
Transportation 0 0 0 0 0.0% -             0 0 0 6

Transportation Construction Mgt. 2 2 3 1 -66.7% 2                 1 3 12 6
Transportation Engineering 66 61 56 49 -12.5% 56               49 66 336 6

Transportation Maintenance 751 769 749 753 0.5% 727             614 769 4,359 6
Transportation Safety 609 547 846 1124 32.9% 729             547 1,124 4,375 6

VIP Query 0 0 0 0 0.0% -             0 0 0 6
Water/Wastewater 1911 1791 1936 2205 13.9% 2,044          1,791 2,308 12,261 6

SERVICE REQUESTS BY AGENCY

One Call Center
REPORTING PERIOD:  June 8, 2002 through June 21, 2002



Volume 1 Number 10 MOIT - CALL CENTER

4/13-4/26 4/27-5/10 5/25-6/07 6/08-6/21 % CHANGE FY2002 FY2003 % CHANGE

VERBAL (Total) -                -                -                -                0.0% -                

SUPERVISORS -                -                -                -                0.0% -                

FRONT-LINE -                0.0% -                

WRITTEN (Total) 14                 7                   5                   7                   40.0% 50                 

SUPERVISORS -                -                -                -                0.0% -                

FRONT-LINE 14                 7                   5                   7                   40.0% 50                 

SUSP/TERM (Total) -                -                -                -                0.0% -                

SUPERVISORS -                0.0% -                

FRONT-LINE -                -                -                -                0.0% -                

4/13-4/26 4/27-5/10 5/25-6/07 6/08-6/21 % CHANGE FY2002 FY2003 % CHANGE

VERBAL (Total) 0 0 0 0 0.0% 2                   -                

SUPERVISORS 0 0 0 0 0.0% -                -                

FRONT-LINE 0 0 0 0 0.0% 2                   -                

WRITTEN (Total) 0 0 0 0 0.0% -                -                

SUPERVISORS 0 0 0 0 0.0% -                -                

FRONT-LINE 0 0 0 0 0.0% -                -                

SUSP/TERM (Total) 0 0 0 0 0.0% 1                   -                

SUPERVISORS 0 0 0 0 0.0% -                -                

FRONT-LINE 0 0 0 0 0.0% 1                   -                

CITISTAT
DISCIPLINARY ACTION

TWO-WEEK REPORTING PERIODS

TWO-WEEK REPORTING PERIODS

REPORTING PERIOD:  June 8, 2002 through June 21, 2002

ATTENDANCE-RELATED DISCIPLINARY ACTIONS

OTHER DISCIPLINARY ACTIONS

YEAR-TO-DATE TOTALS

YEAR-TO-DATE TOTALS



Volume 1, Number 10

Periods

Calls 
Answered

Answered 
by hour Talk Time Avail Time

Calls 
Answered

Answered 
by hour Talk Time Avail Time

Calls 
Answered

Answered 
by hour Talk Time Avail Time

Answered 
by hour Talk Time Avail Time

Answered 
by hour Talk Time Avail Time

Answered 
by hour Talk Time Avail Time

Overall Total 18,933 248 697:17:37 1204:08:56 22,484 347 832:09:02 1031:41:26 18.76% 39.92% 19.34% -14.32% 287 731:53:20 1081:12:20 248 632:40:56 953:35:17 347 858:47:00 1204:08:56 6

SHIFT A (Totals) 1087 14.0 27:46:35 232:10:50 1194 15.0 35:49:29 235:09:14 9.84% 7.14% 28.98% 1.28% 17 37:04:18 203:39:41 11 21:48:06 147:18:03 38 78:28:56 235:09:14 6
a 343 4 7:43:34 64:13:18 292 4 7:52:12 54:42:53 -14.87% 0.00% 1.86% -14.80% 5 12:11:07 57:57:02 3 5:11:26 44:07:17 13 29:56:28 64:13:18 6
b 146 2 2:51:57 54:36:46 175 3 3:26:50 47:02:04 19.86% 50.00% 20.29% -13.88% 4 6:44:01 46:09:53 2 2:51:57 21:09:34 8 15:38:19 61:51:09 4
c 344 5 7:47:25 57:30:54 415 4 10:02:28 75:46:21 20.64% -20.00% 28.89% 31.74% 6 10:31:53 61:50:51 4 4:48:45 46:08:06 11 22:32:43 75:46:21 6
d 254 3 9:23:39 55:49:52 312 4 14:27:59 57:37:56 22.83% 33.33% 53.99% 3.23% 4 9:51:58 53:05:13 3 7:50:05 42:43:38 6 14:27:59 59:36:03 6

SHIFT B (Totals) 14,589 191.0 565:34:29 596:56:31 17,253 278.0 656:41:17 466:49:40 18.26% 45.55% 16.11% -21.80% 223 571:21:54 536:48:15 181 431:25:52 466:49:40 278 659:04:49 596:56:31 6
a 743 11 27:20:53 29:43:35 880 12 28:27:27 27:41:18 18.44% 9.09% 4.06% -6.86% 10 25:01:47 32:07:08 7 19:14:22 27:41:18 12 28:53:46 41:30:57 6
b 536 8 22:06:20 22:26:42 496 8 21:26:42 18:53:52 -7.46% 0.00% -2.99% -15.80% 6 18:18:14 23:34:49 4 14:28:59 18:53:52 8 22:06:20 35:31:49 6
c 666 9 28:44:58 30:16:34 581 13 21:30:11 15:37:18 -12.76% 44.44% -25.21% -48.40%
d 107 8 4:45:51 5:24:40
e 608 10 23:07:42 25:18:35 736 12 31:55:34 13:58:37 21.05% 20.00% 38.04% -44.78% 11 29:42:13 18:41:17 8 19:19:08 11:54:48 12 40:55:36 25:18:35 6
f 562 10 18:49:12 20:44:29 359 9 11:29:50 15:20:21 -36.12% -10.00% -38.91% -26.05% 9 19:42:16 20:26:09 7 11:29:50 15:20:21 11 25:31:17 29:37:30 6

g 740 5 14:59:51 24:53:21 1190 21 18:46:24 22:56:45 60.81% 320.00% 25.18% -7.81% 12 16:19:16 20:35:51 5 4:45:38 8:58:21 21 20:45:25 25:04:25 6
h 610 5 23:33:54 22:57:43 753 13 23:10:57 22:52:54 23.44% 160.00% -1.62% -0.35% 11 25:46:23 22:33:28 5 20:42:14 19:27:00 13 33:13:11 24:54:38 6
I 512 4 16:10:16 25:40:57 599 9 24:36:40 21:51:01 16.99% 125.00% 52.19% -14.92% 8 21:30:09 25:53:08 4 16:10:16 16:59:16 11 31:24:29 33:50:34 6
j 513 7 21:13:55 19:20:01 664 10 26:47:37 20:29:10 29.43% 42.86% 26.19% 5.96% 8 26:39:08 23:12:21 4 21:13:55 19:20:01 10 32:55:56 29:55:02 6
k 600 7 27:32:37 34:45:59 801 9 33:45:12 26:30:54 33.50% 28.57% 22.55% -23.73% 5 16:41:13 40:18:31 2 4:11:34 19:39:22 9 33:45:12 58:34:57 6
l 554 3 25:51:56 21:13:00 843 10 33:47:28 19:10:24 52.17% 233.33% 30.64% -9.63% 8 30:30:21 21:30:33 3 25:27:31 17:42:52 10 36:14:09 28:14:30 6

m 461 13 11:59:48 16:10:56 629 13 16:44:09 20:40:32 36.44% 0.00% 39.50% 27.77% 12 17:04:53 21:44:31 10 11:59:48 16:10:56 14 21:25:49 28:25:49 6
n 840 6 25:40:32 28:06:01 1058 15 31:17:56 16:01:52 25.95% 150.00% 21.90% -42.95% 12 29:53:43 21:38:06 6 20:50:07 14:43:53 15 38:26:47 35:58:43 6
o 582 4 27:39:59 27:28:13 645 10 29:43:30 21:55:13 10.82% 150.00% 7.44% -20.20% 7 24:08:41 23:30:17 2 2:52:49 4:58:36 10 33:33:32 31:21:03 6

p 484 4 32:58:38 19:29:27 542 7 40:38:12 15:45:16 11.98% 75.00% 23.23% -19.17% 7 36:32:27 18:05:50 4 32:58:38 12:03:42 8 40:38:12 24:22:29 5
q 427 6 19:23:46 30:40:37 570 8 33:51:52 16:00:41 33.49% 33.33% 74.59% -47.81% 7 17:23:50 19:15:25 5 4:32:34 6:29:40 11 33:51:52 30:40:37 5
r 324 11 6:46:01 11:39:36 813 10 20:17:19 19:30:48 150.93% -9.09% 199.82% 67.35% 8 14:38:54 20:04:17 4 6:46:01 11:39:36 11 21:04:41 28:03:17 6
s 511 7 17:58:43 35:31:55 636 9 22:21:27 20:33:52 24.46% 28.57% 24.36% -42.12% 9 21:49:57 26:58:57 6 16:34:56 19:50:29 11 31:28:43 35:31:55 6
t 730 5 27:44:05 27:54:47 691 10 26:58:26 26:18:30 -5.34% 100.00% -2.74% -5.75% 9 27:26:36 24:26:03 5 21:56:32 14:43:28 12 33:49:23 29:33:18 6
u 560 10 18:24:27 24:32:34 612 12 21:22:50 11:00:04 9.29% 20.00% 16.15% -55.18% 10 21:17:18 18:30:27 7 18:24:27 11:00:04 12 26:28:33 25:12:03 6
v 785 11 26:23:03 30:11:51 686 13 28:38:48 12:14:25 -12.61% 18.18% 8.58% -59.47% 13 26:48:36 20:15:35 11 24:51:03 12:14:25 13 31:03:49 30:11:51 6
w 380 12 18:20:54 8:34:32 483 13 23:32:17 6:57:18 27.11% 8.33% -62.09% #REF! 12 17:36:41 7:19:06 11 13:05:26 6:42:40 13 23:32:17 8:34:32 5
x 626 4 31:10:15 20:45:57 459 5 21:59:13 10:20:32 -26.68% 25.00% -29.46% -50.20% 6 29:00:34 17:21:34 4 19:33:40 10:20:32 8 40:05:07 24:02:33 6
y 726 12 22:23:59 20:22:40 825 11 26:16:10 24:59:04 13.64% -8.33% 17.28% 22.61% 12 25:43:53 24:57:31 10 18:48:38 20:22:40 14 30:42:57 28:13:39 6
z 509 7 29:08:45 18:06:29 595 8 32:29:15 13:44:19 16.90% 14.29% 11.47% -24.13% 8 30:37:19 17:24:27 7 26:37:38 12:47:51 10 34:03:39 21:12:40 6

SHIFT C (Totals) 3,257 43.0 103:56:33 375:01:35 4,037 54.0 139:38:16 329:42:32 23.95% 25.58% 34.34% -12.08% 46 123:27:08 340:44:23 40 101:19:23 244:00:02 54 165:39:26 382:45:29 6
a 503 6 13:56:17 68:05:48 629 8 19:37:18 49:45:18 25.05% 33.33% 40.78% -26.93% 6 16:40:39 53:21:15 6 13:49:20 46:28:55 8 20:59:48 68:05:48 6
b 590 8 13:12:54 54:06:54 674 9 13:51:18 50:55:02 14.24% 12.50% 4.84% -5.91% 8 12:48:57 53:00:33 6 9:29:44 45:31:28 11 15:35:04 60:49:53 6
c 482 5 13:59:48 53:52:21 490 7 13:21:31 37:29:07 1.66% 40.00% -4.56% -30.42% 7 16:07:39 46:03:04 5 13:21:31 37:29:07 8 21:14:30 53:52:21 6
d 268 4 17:07:55 40:30:00 338 5 19:13:03 38:17:34 26.12% 25.00% 12.17% -5.45% 4 18:50:34 35:20:53 2 14:12:57 15:00:09 5 27:55:06 44:53:11 6
e 367 3 18:41:22 28:54:08 477 6 31:45:06 23:38:12 29.97% 100.00% 69.89% -18.22% 5 24:26:30 30:44:13 3 18:41:22 23:38:12 6 31:45:06 37:06:49 6
f 421 5 10:08:34 61:37:06 603 7 17:07:19 49:41:19 43.23% 40.00% 68.81% -19.36% 6 12:35:03 54:45:08 5 10:08:34 47:22:41 7 17:07:19 61:37:06 6
g 280 6 9:22:23 29:43:21 423 6 14:38:34 42:19:20 51.07% 0.00% 56.22% 42.39% 6 13:20:09 37:11:37 5 8:58:46 29:43:21 8 23:09:58 43:32:07 6
h 346 6 7:27:20 38:11:57 403 6 10:04:07 37:36:40 16.47% 0.00% 35.05% -1.54% 5 8:37:38 39:25:11 4 6:43:09 29:45:01 6 11:05:02 46:38:01 6

Two Week Reporting Period Year to Date Totals

Customer Service Agent Time Usage
One Call Center

6/08/02-6/21/02 % Change Average Min Max

REPORTING PERIOD:  June 8, 2002 through June 21, 2002

5/25/02-6/07/02


